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Introduction
• Consumers are becoming the driving force to the 
innovation of healthcare delivery in the knowledge 
economy (Morath 2003; Scott 2003). Frontiers of Health 
Services Management
• Purdue’s team collaborated with Bain & Company under 
the leadership of Ascension Health (Dr. Hyung Kim’s team) 
on one of the calls to action of Ascension Health. Phase I 
was completed in May, 2006.
• Phase II has been launched in July, 2006.  Purdue 
continues working with AH on this project. 
Together we promise:
•OUR CALL TO ACTION
Adopted from the presentation of Dr. Hyung T. Kim, MD, MBA
Vice President, Research & Development












Through two related tracks of 
work in partnership with others
Creating a consistent, exceptional 
Ascension Health Experience
Holistic • Humanizing • Hassle-free
Developing financially sustainable 
models of care
Ensuring value for communities we serve
Adopted from the presentation of Dr. Hyung T. Kim, MD, MBA
Vice President, Research & Development
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Phase I is only the beginning of a multi-year effort to transform the patient experience





Extrapolate design  
principles and pilot






Near term opportunities 
Longer term (and visionary) 
opportunities 
Adopted from Bain’s proposal to Ascension Health in Dec. 2005
Phase I Project Objectives
• Understand the baseline patient experience in 
selected ministries of Ascension Health










• Pre and during 
procedure
• Transition to 
outpatient/ 
Education
• Follow-up care 
with primary 
care physician












Focus of the project is the three central steps of the patient experience
Post-transition
Adopted from Bain’s proposal to Ascension Health in Dec. 2005
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Initiative























































































for patient units 
Patient/physician/associate
satisfaction survey
for patient units 
Member satisfaction 
Survey







































(Powers and Bendall, 2004)





























































1 = means does not describe your experience at all 


































































































Proposed projects for Phase II
• Survey of health ministries for leading practice around 
patient experience, including ethnographic and 
quantitative studies 
• New patient satisfaction survey for non-Ascension 
Health inpatients 
• Vendor satisfaction data analysis together with NPS (net 
promotion score)
• Associate survey 
• Outpatient survey and analytics 
• Physician experience survey and analytics 
Research Deliverables
• Liu, S.S. et al. “Healthcare Performance from 
Patient’s Perspective – a Meta-Analysis.”
Submitted to JSR for review.
• Liu, S.S. and Kim, Hyung “Strategic Implications 
of patient experience studies.” Manuscript in 
progress.
• Proposal for RWJF’s “Investigators’ Award”.
Contact Information
Sandra S. Liu, PhD, MBA
Telephone: 765-494-8310 (Work)
765-490-2082 (Cellular)
E-mail: liuss@purdue.edu
